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Collaboration Redefined: Three New Capabilities
Help Transform Government

How can government meet increasing citizen expectations, let alone with today's reduced,
mobile workforce? The ability to reach across barriers of time and distance to collaborate

in the right context plays an increasingly important role. “Effective government relies on
connecting those who know the right information with those who need to know it-securely,
in a timely fashion, and at their point of need,” says Gerald Charles, Jr., director of the Internet
Business Systems Group, Cisco. “It can't matter whether team members are working at
home, in the field, in transit, in a different agency, or even on a different continent.”

Three new unified communications tools help to enhance collaboration within and between
agencies and improve workforce and citizen interactions. These are: interagency presence
and instant messaging, Web 2.0 collaboration spaces, and Cisco TelePresence for citizen
interaction with government.

Interagency Presence and Instant Messaging

Presence information helps reclaim the considerable time that government employees
traditionally spend calling each other on multiple devices, only to reach voicemail. Instead,
they can consult coworkers’ presence information on their IP phone or laptop to see if
coworkers are available right now and how they prefer to be reached.

Now agencies can securely exchange presence information and instant messages with
partner agencies, as well-a new capability in Cisco® Unified Communications System 7.0,
released in September 2008. “Suppose an interagency task force is working on a project,”
says David Rubal, regional manager for Unified Communications, Cisco. “Rather than trading
voicemails to get information or make a decision, team members can look to see which team
member is currently available, and then call or send an instant message for an immediate
response. Faster decision-making translates to greater agility in government.”

Interagency presence can also improve citizen interaction because an employee who
transfers a citizen's call to an expert in another agency can first make sure the other party is
available.

Web 2.0 Collaboration

A new generation of web-savvy government workers expect their agencies to provide the
same collaboration tools available in the private sector. Of particular interest are Web 2.0
technologies, which enable workers to not just consume information, but also to share it in
wikis, discussion groups, chat sessions, and other interactive forums. “Citizens can check
their friends’ real-time status on social networking sites and send an instant message,” says
Rubal. “Why not let agency employees see their coworkers’ status and just click to start an
instant messaging session? And if citizens can search the entire web in a few seconds, why
not make it easier for task force members to find shared documents in team folders?”
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Cisco WebEx Connect enables collaboration within and between agencies by providing a
single interface that ties together all of an agency’s essential collaboration applications: click-
to-call, instant messaging, team spaces, document management, discussions, and wikis.
Employees can also use the same interface to manage their Microsoft Outlook email and
calendar and to securely exchange documents with Microsoft SharePoint. And agency IT
groups can easily link up other applications so that they are available in the same place.

To support government continuity of operations (COOP) plans, Cisco will soon release a
web-based version of WebEx Connect that employees can use to collaborate with their
virtual teams from home. A smartphone version for mobile government workers is scheduled
for release in early 2010.

TelePresence Expert on Demand

New collaboration applications also enhance citizen interaction. With Cisco TelePresence
Expert on Demand, for example, citizens who need information can visit any nearby
government office that has a Cisco TelePresence setup. They just press a button on a
Cisco Unified IP Phone to indicate the nature of their request and connect with an available
government expert in any location. The citizen and government representative see each
other in life size, with ultra-high-resolution that makes the interaction seem face to face. The
Expert on Demand solution provides value to any agency that interacts directly with citizens,
such as the Social Security Administration, Internal Revenue Service, Federal Emergency
Management Administration, or State Department of Motor Vehicles.

Rubal concludes, “Collaboration is the foundation of government goals to empower the
workforce, improve citizen interaction, and become more agile. The network is the platform
for powerful new collaboration tools that overcome the barriers of time, distance, and
organization.”

Find Out More
To read more about the interagency presence and instant messaging capabilities in Cisco
Unified Communications 7.0, visit: www.cisco.com/go/unifiedworkspace

To watch a video on WebEx Connect, visit:
www.webex.com/enterprise/cisco-webex-connect.html

To read more about Cisco TelePresence Expert on Demand, visit:
www.cisco.com/en/US/products/ps7060/index.html
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